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Trends in Airlines
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Key trends shaping the Travel sector

Customer expectations 

and Generative AI 

market is about to 

explode and travel 

needs to define or refine 

their AI strategy or risk 

becoming irrelevant and 

miss customers 

expectations

IT system optimization

Zero trust security 

architecture and a rising 

focus on customer data 

privacy due to 

generative AI, increased 

capture of customer 

data, compounded by 

decentralized 

government regulations 

globally

Rise of 

Generative AI

Data Privacy and 

Security

Overlapping and 

outdated systems with 

limited connectivity and 

inaccurate context drive 

optimized IT spend to 

improve automation, 

unify data and drive 

scale

Increasing emphasis on 

creating beneficial 

partnerships and 

leveraging an 

ecosystem to deliver 

profitable results with 

speed while strategically 

navigating synergistic 

and competitive 

considerations

Customer Value is 

driven by real-time 

context, offers, and 

support. Not only 

knowing but acting fast 

to enable largest 

Customer loyalty and 

wallet.

Transformative 

Partnerships

Telemetry Enabled 

Customer Success

Source:  Salesforce Advisor/SME, McKinsey Digital 2023 - Tech at the edge,  Gartner Top 10 Tech Trends 2023,  Deloitte - Technology 
Industry Outlook 2023, 6

https://org62.lightning.force.com/lightning/r/User/005300000012l3EAAQ/view
https://www.mckinsey.com/capabilities/mckinsey-digital/our-insights/tech-at-the-edge-trends-reshaping-the-future-of-it-and-business
https://www.gartner.com/en/articles/gartner-top-10-strategic-technology-trends-for-2023
https://www2.deloitte.com/us/en/pages/technology-media-and-telecommunications/articles/technology-industry-outlook.html


Serve with 

Relevance

Meet where they want and 

personalize offers based on 

preferences 

Serve Earlier

Engage during the research 

stages and inspire purchase 

decisions

Serve Consistently

Deliver a seamless 

experience before, during, & 

after their journey

Serve Anywhere

Air, ground, lodging across 

all channels

Role Of Data In Delivering A Consistent Experience 

4S’s of Travel - Less Friction, More Loyalty, Unbeatable Productivity and Employee Experience
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Salesforce Success 
With Airlines
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Salesforce Customers in Airlines

Travel
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Salesforce Data Cloud + Service Cloud will enable Air India to elevate 

customer experience, in line with its strategy to deliver world class omni-

channel experience.

1. Air India’s customer-facing staff across all departments will have access to a unified 

view of customer data and AI-assisted tools to enrich every customer interaction.

1. Track customer interactions across its contact centre, mobile, web, chatbot, email, 

social media and other channels.

1. Over 600 agents and customer experience staff including ground handling staff will be 

leveraging the tools which will be integrated with the core airlines systems.

1. Data cloud has enabled them to unify customer profiles and bring and bring all 

associated customer transactions in one pane to provide segmented and 

personalized customer experience.

Air India partners with Salesforce to Transform its 

Customer Engagement Layer

Service 

Cloud

Sales Cloud

Data Cloud

Tableau Cloud

Platform
Success
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1Point, deployed across SIA’s contact centres and customer feedback handling units 

globally from late 2021.

As a dynamic case management tool, 1Point offers a contextual and holistic view of 

customer interactions through a single interface. 

SIA’s service agents will no longer need to toggle between multiple systems to 

retrieve customer data, up-to-date information on products, services, policies and 

procedures, and perform transactions. Its case management and guided workflows 

will also be integrated with SIA’s in-house artificial intelligence and machine learning 

capabilities.

Major Revamp Of Customer Case And 
Knowledge Management System
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Implementing 1Point is an important step in our Company’s 
digital transformation. It is an investment in new technologies 
that ensure that Singapore Airlines is ready to support the 
evolving customer requirements in the coming years. It also 
affirms our strong commitment to ensuring that our 
customers continue to receive world-class service across 
the entire travel journey.

- Marvin Tan, Senior Vice President Customer Services & 
Operations 

Singapore Airlines picks Salesforce for major revamp of customer 

case and knowledge management system  

(Press Release)
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https://www.singaporeair.com/zh_TW/tw/media-centre/press-release/article/?q=en_UK/2021/April-June/ne1021-210406


Innovation at 
Salesforce
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Trusted Enterprise AI. 
Built for CRM.

Say Hello to 
Salesforce AI

Einstein
Trust Layer

Inter & intra 
enterprise trust

Anonymized zero 
retention generation

Open model 
ecosystem

Customer 360
Data

CRM data

Engagement events

Slack knowledge

AI for any workflow, user, 
department & industry

Reinforced by 
business outcomes

Generative AI 
App Ecosystem

#1
AI CRM
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Trusted Enterprise AI. 
Built for CRM.

Einstein
Trust Layer

Inter & intra 
enterprise trust

Anonymized zero 
retention generation

Open model 
ecosystem

Customer 360
Data

CRM data

Engagement events

Slack knowledge

AI for any workflow, user, 
department & industry

Reinforced by 
business outcomes

Generative AI 
App Ecosystem

#1
AI CRM

Say Hello to 
Salesforce AI 
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The Einstein Trust Layer 
Keeps Your Customer Data Safe

Secure data retrieval

Dynamic grounding 

Data masking

Toxicity detection

Auditing 

Zero retention

Einstein Trust Layer

Databases, 
documents, files

Row & field-level 
access controls

Stored Data in 
Data Cloud

Large 
language models

No control 
over recall

Learned 
Data
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How the Einstein Trust Layer works
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Trusted Enterprise AI. 
Built for CRM.

Say Hello to 
Salesforce AI 

Einstein 
Trust Layer

Inter & intra 
enterprise trust

Anonymized zero 
retention generation

Open model 
ecosystem

AI for any workflow, user, 
department & industry

Reinforced by 
business outcomes

Generative AI 
App Ecosystem

#1
AI CRM

Customer 360
Data

CRM data

Engagement events

Slack knowledge
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+2T
records processed 

per month

Included in Sales, Service, Marketing, 

Commerce & Industries

Integrates natively with Salesforce metadata

Power AI with unified CRM & engagement data

Open ecosystem of data lakes & AI models

Einstein 1
Data Cloud
A hyperscale data engine inside 

Salesforce that connects all your data
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Canvas 
(Quip)

Tableau Heroku

Data Cloud
unlocks your data
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How Data Cloud Works

21



Data Cloud for Every Cloud

Sales

Personalized 

customer 

engagement and

Dealer success in

just 4 months

Marketing

Personalized product 

recommendations 

from multiple data 

sources in 5 months

Commerce

Launched new loyalty 

program and 

streamlined 

communications in 

just 14 weeks

Service

Delivered real time 

experiences to 500M 

fans worldwide and 

engaged a growing 

fan base
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ITA Case Study

1st Release

Jan 2022

2nd Release

Feb 2022

3rd Release

Spring/Summer 

2022

4th Release

Autumn/Winter 2022

Program

Improvements

Promotion

Retro-credit

Tier Change 
communications

Volare 

Live

Digital Volare card 

Member number

Status match

Airline 

Partners

Integrations with 

AMADEUS 

SkyTeam Alliance

Corporate 

subprogram

Volare 

Launched

Accruals, 

Redemption, 

Member area 

Member 

communication

Project Timeline
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Establishes trust with members with a flexible, 

personalized, and always-connected loyalty program

Unifies data within marketing, commerce, and service 

consoles to streamline communications and create 

personalized marketing campaigns

Offers access to a wide variety of accrual and 

redemption options, including connections with partners 

Provides 24/7 community for members to connect and 

perform automated loyalty processes like partner status 

match or credit requests

ITA Airways Creates A World Class 
Member Experience For Loyal Fliers

900K+ Loyalty program 
members

MarketingService MuleSoft ExperiencesLoyaltyCommerce

Time to value

14
Success metric

weeks

3
Team members 

on project

Data Cloud
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Trusted Enterprise AI. 
Built for CRM.

Say Hello to 
Salesforce AI 

Einstein
Trust Layer

Inter & intra 
enterprise trust

Anonymized zero 
retention generation

Open model 
ecosystem

Customer 360
Data

CRM data

Engagement events

Slack knowledge

AI for any workflow, user, 
department & industry

Reinforced by 
business outcomes

Generative AI 
App Ecosystem

#1
AI CRM
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Customer 36O
is your single 
source of truth

Customer 
Success
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Salesforce for 
Vietnam Airlines
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B2B
Corporate/A
gency
Sales

Identify & Nurture 

New Corporate 

Customers

Comprehensive 

Sustainability Reports 

& Impact

360° View of Customer 

Relationship 

Predictive 

Intelligence to 

Focus on the Right 

Customers at the 

Right Time

Employee and  

Customer Training 

& Enablement

Strategic Customer 

Engagement with Self-

Service Portal

Multi-Channel 

Request & Case 

Management 
(phone, web forms, chat, 

SMS, social, etc.)

Corporate Sellers

Travel Managers

Agencies

Manage Customer 

Communications, 

Contracts, & 

Account Plans

Streamlined 

Collaboration w/ 

Team Members &  

Customers
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Delta Airlines uses Salesforce to grow B2B 
Sales and provide world-class Customer 
Care 

Combining Salesforce Sales, Service, and Marketing Cloud solutions enables Delta to 
capture key data about their customers and business processes at multiple touch 
points:

B2B Corporate Sales, Cargo, Vacations, Private Jet service, and Customer Care. 

Results include increased Customer and Employee satisfaction, reduced service 
costs, and a more complete understanding of their customers.

“We look to companies such as Salesforce as 
examples of global leaders in technology that 
provide a great product and great customer 
service.”

Ed Bastian, CEO Delta Airlines
Service Cloud Marketing Cloud

↑  Customer Sat

↑  Employee Sat

↓  Service Cost
Sales Cloud

29



British Airways takes B2B Sales to a New 
High with Salesforce

B2B sales planning, team collaboration, and deal execution all powered by Sales 
Cloud

Centralised and standardised reporting enables consistent performance management

Chatter brings together 500-plus colleagues across the globe

Community facilitates self-service and fare management with travel agencies 

“With Salesforce, we can tap into a wealth of 
customer and revenue 
data, which is revealing new insights into our 
B2B sales.”

Edward Millington-Jones, Sales Enablement 
Manager, British Airways 

Sales Cloud Community  Cloud App Cloud 

75%
reduction in time 

spent mining data
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B2B 
Customer
360
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Contract
Performance
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B2C 
Traveller

Identify & Nurture 

New similar travellers

360° View of Traveller, 

Engagement History

Predictive 

Intelligence to 

Focus on the Right 

Travellers at the 

Right Time

Employee and  

Customer Training 

& Enablement

Self Service for 

booking changes, 

meals, upgrades & 

ancillary services

Multi-Channel 

Request & Case 

Management 
(phone, web forms, chat, 

SMS, social, etc.)

Individual Traveller

Manage Customer 

Communications & 

Interaction Timeline

Streamlined 

Collaboration w/ 

Team Members &  

Customers

Birds eye view on 

Segmentation, look-

alike audience and 

more
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Traveller 
360
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Self 
Service
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Irregular 
Operations
(IROPS)
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Engagement Plan
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Action

● Mutually agreed solution 

implementation 

Recommend

● Readback of observations

● Salesforce recommendations 

along with Solution Demos

● Deep dive sessions on 

identified areas

Co-Create Data Transformation with Vietnam Airlines

Align

● Understand vision of Vietnam 

Airlines Chief Executives

● Understand current state and 

future state

● Interviews with Business 

functions

● Design thinking Workshop to 

build traveler personas 

● Contact center ride along to 

identify pain points

● IT Architecture Discovery
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1) B2B Sales we are the market leader

2) Data is foundational for being customer-centred (B2B and B2C)

3) AI + CRM will elevate your customer experience for the future

Three (03) key takeaways

39



Your Point Of Contact

Trang Dang 
Salesforce Account Executive for Vietnam Airlines

https://ogc.link/u/trangdang
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Thank you
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